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(54) Distributed telecommunication for telemarketing 


(57) Disclosed are systems, methods and articles of 
manufacture which concern the operation of a single 
processing system node among a plurality of processing 
system nodes, and the cooperation between a plurality 
of processing system nodes, for performing distributed 
telecommunications: In particular, a first information da- 
ta set is transferred from a first processing system node 
to a second processing system node via a first commu- 
nications path. A second communications path is estab- 
lished between the first processing system node and a 
communications node. The second communications 
path is established as a function of at least a portion of 
the first infornnation data set. The first and second com- 
munications paths operate to facilitate communications 
between the second processing system node and the 
communications node. 



SUBSCRIBER 
DATABASE 
SYSTEM 


DATABASE 
SYSTEM *1 


416^ 


FIG. 4 


DATABASE 
3YSTHM #2 


Printed by Jouve. 75001 PARIS (FR) 


BNSDOCID: <EP ^0716532A2J_> 


1 EP 0 716 532 A2 2 


Description 

TECHNICAL FIELD OF THE INVENTION 

The present invention relates in general to the field 
of telephony, and more particularly to systems, methods 
and articles of manufacture lor performing distributed 
telecommunications. 

BACKGROUND 

Telecommunications is the process of controlling 
communication message transmission and reception, 
typically through the utilization of telephony devices and 
systems, wherein the communications occur over both 
short and long distances. Telemarketing is a subset of 
telecommunications. It involves the use of telephony de- 
vices and systems which may include the utilization of 
one or more processing systems as interactive medi- 
ums for promotion and/or promotion response. 

Telemarketing systems used in promotion response 
provide inbound telecommunication services. This in- 
cludes, for example, receiving orders, inquires, donation 
pledges, survey responses and customer complaints. 
Telemarketing systems used in outbound promotion 
provide outbound telecommunication services. This in- 
cludes, for example, placing orders, customer follow-up 
requests, customer service and fund raising. 

Conventional outbound telemarketing systems rely 
upon large calling centers and large numbers of out- 
bound telemarketing agents to place calls. Processing 
system technologies have been integrated into many 
call centers enabling the telemarketing agents to work 
with a plurality of scripts developed for particular cus- 
tomers or customer types. The term script refers to a 
textual outline of the intended (reasonably anticipated) 
conversation between the caller and the party called 
with branched responses to enable the caller to acquire 
the desired information from the party called. The 
amount or level of scripting is typically application or Im- 
plementation dependent. 

Processing system technologies also are typically 
used to store a variety of calling lists from which the next 
call to be placed is selected. Many outbound calling 
centers have host based ctetabase processing systems 
which are utilized by the telemarketers. Many of these 
systems are known as Private Branch Exchange tele- 
communication systems ("PBX's"). These host systems 
typically operate to select the next party to call from one 
of the calling lists for a given calling campaign, allow 
scripting to be linked to the calling campaign, and in- 
struct a PBX to out-dial the call. 

The telecommunicatkxis industry, and the telemar- 
keting industry in particular, is currently faced with a 
number of problems. In particular, real estate costs in 
many locales have become prohibitively high. Hard- 
working, talented and well trained workforces are diffi- 
cult to assemble, and, even when assembled, suffer 


from high turnover rates which contribute to the exhaus- 
tion of the local labor pool. Of those who are available 
to work, many, such as the elderly and college students, 
require part-time employment and/or work that is close 

s to home. They are, in many cases, unable to work out 
of traditional large central telecommunication centers. 

One conventional solution to the labor problem in- 
corporates a front-end voice-response system as part 
of the outbound calling technology. Such a system initi- 

10 ates the outbound call and interacts with the called party 
via the touch-tone pad of the called party's telephone. 
The called party is queried, and asked to hold while 
transferred to a telemarketing agent. Although this so- 
lution addresses the problem of reducing the number of 

IS local agents needed. It creates other problems in that it 
is obtrusive, often inconveniencing and/or annoying the 
called party who Is forced to hold for a telemarketing 
agent. Such an approach has been criticized, especially 
by regulators and consumers, and its use often results 

20 in the transfer of abandoned calls to the telemarketing 
agents. A further problem associated with this approach 
is call load balancing among agents and across appli- 
cations, which may become difficult to manage. It has 
also been proposed to allow telemarketing agents to 

25 work out of their homes by supplying the agents with 
calling lists. Although this solution avoids a number of 
the issues set forth above, the telemarketing companies 
no longer control their calling lists, an invaluable asset, 
and lack a reasonable means for supervising their call- 

30 ing agents. 

SUMMARY OF THE INVENTION 

In accordance with the principles of the present in- 

3S vention, systems, methods and articles of manufacture 
for performing distributed outbound telecommunica- 
tions are provided. In particular, a distributed telecom- 
munications system in accordance with the principles of 
the present invention, concems both a plurality of 

40 processing system nodes and coupling means for es- 
tablishing communication paths between ones of the 
nodes. Each one of the processing system nodes pref- 
erably includes means for receiving and processing at 
least one input data set to generate at least one output 

45 data set, and means for transmitting the output data set 
to one of a telephony device and at least one other of 
the plurality of processing system nodes. The telephony 
device is preferably responsive to the receiving and 
processing means and is operable to generate and 

so monitor a calling signal. The coupling means operates 
to establish a communications path between selected 
ones of the plurality of processing system nodes where- 
by afirst processing system node transmits afirst output 
data set to a second processing system node, and the 

ss first processing system node directs the telephony de- 
vice to generate a first calling signal as a function of at 
least a portion of the first output data set. 

A first processing system node for use in a distrib- 
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uted telecommunications system in accordance with the 
principles of the present invention concerns the utiliza- 
tion of both communication and processing means. The 
communication means is operable to transfer one or 
more information data sets between the first processing 5 
system node and, at least one of a second processing 
system node and a communications node. The process- 
ing means, which includes at least one processing unit, 
is operable to transmit a first information data set to the 
second processing system node, and to provide a com- io 
munications link between the second processing sys- 
tem node and the communication node as a function of 
at least a portion of the first information data set. 

A method in accordance with the principles of the 
present invention concerns the performance of distrib- 
uted telecommunications between a plurality of 
processing system nodes and at least one communica- 
tions node wherein the plurality of processing system 
nodes and the communications node are selectively 
coupled via one or more communications paths. The 
method more particularly involves transferring a first in- 
formation data set from a first processing system node 
to a second processing system node via a first commu- 
nications path, and subsequently establishing a second 
communications path between the first processing sys- 2S 
tem node and the communications node as a function 
of at least a portion of the first information data set. The 
first and second communications paths preferably facil- 
itate communications between the second processing 
system node and the communications node. 30 

One embodiment for using and/or distributing the 
present invention is as software stored to one or more 
storage mediums. Alternate embodiments include im- 
plementations in hardware and firmware. The software 
includes a plurality of processing system instructions for 3S 
controlling at least one processing unit for performing 
distributed telecommunications. The storage mediums 
utilized may include, but are not limited to, magnetic, 
optical, and semiconductor chip. The storage medium 
includes a plurality of processing system instructions 40 
readable by one or more processing system nodes. The 
plurality of processing system instructions are operable 
to selectively control one or more processing units within 
ones of the processing system nodes. The plurality of 
processing system instructions include a plurality of in- 
struction sets. A first instruction set is operable to trans- 
fer a first information data set from a first processing sys- 
tem node to a second processing system node via a first 
communications path. A second instruction set is oper- 
able to establish a second communications path be- 
tween the first processing system node and a commu- 
nications node as a function of at least a portion of the 
first information data set. The resultant first and second 
communications paths preferably facilitate communica- 
tions between the second processing system node and 55 
the communications node. 


BRIEF DESCRIPTION OF THE DRAWINGS 

For a more complete understanding of the present 
invention, and the advantages thereof, reference is 
made to the following descriptions taken in conjunction 
with the accompanying drawings in which like numbers 
designate like parts, and in which: 

Fig. 1 illustrates a flow diagram of one preferred 
method for performing distributed telecommunica- 
tions in accordance with the principles of the 
present invention; 

Fig. 2 illustrates an isometric view of a personal 
computer which may be programmed to operate as 
a processing system node in accordance with the 
principles of the present invention; 
Fig. 3 illustrates a block diagram of one micro- 
processing system which may be utilized in con- 
junction with the illustrative processing system 
node shown in Fig. 2; and 

Fig. 4 illustrates a block diagram of one preferred 
distributed outbound telecommunications routing 
system in accordance with the principles of the 
present invention wherein a telephone call is routed 
from a telemarketing agent to a called party. 

DETAILED DESCRIPTION OF THE INVENTION 

Fig. 1 illustrates a flow diagram of one preferred 
method for performing distributed telecommunications 
in accordance with the principles of the present inven- 
tion. The method begins upon entering the START 
block, whereupon an agent, in conjunction with a first 
processing system node, initiates an outbound call to a 
second processing system node, processing block 1 01 . 
Preferably, the first and second processing system 
nodes are distributed, in other words, located relatively 
distant with respect to one another. Initiation of the out- 
bound call is preferably accomplished by establishing a 
first communications path from the second processing 
system node to the first processing system node, 
processing block 102. The first communications path is 
preferably bi-directional and facilitates communications 
between the first and second processing system nodes. 

A verification procedure is preferably undertaken to 
verify the authority of the second processing system 
node to communicate with the first processing system 
node, decisional block 103. In the event that the verifi- 
cation process determines that the second processing 
system node is not authorized, NO branch of decisional 
block 103, the first communications path is preferably 
terminated, processing block 104, and the process 
ends. Upon verification of the second processing sys- 
tem node's authority, YES branch of decisional block 
103, the first processing system node preferably selects 
a first information data set from among a plurality of in- 
formation data sets, processing block 105. The plurality 
of information data sets are preferably stored within a 
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conventional storage device, such as a database, for ex- 
ample, which may be located Internally or externally to 
the first processing system node. 

In a preferred embodiment, the selectbn process is 
preferably performed as a function of at least one de- 
scriptor associated with the second processing system 
node. As will be discussed in detail with reference to Fig. 
4, each processing system node has associated with it 
certain descriptors, such as an identification or name, 
for example. The descriptors may be passed from one 
processing system node to another during communica- 
tions or attempted communications. 

The first information data set typically includes one 
or more scripting data subsets. The first processing sys- 
tem node operates to transmit the first information data 
set and, optionally, a second information data set to the 
second processing system node. The second informa- 
tion data set, when used, preferably includes one or 
more data subsets which are individually or collectively 
associated with a communications node, processing 
block 106. Such data subsets may include information 
such as. for example, the name of a party to ask for at 
the communications node. The first and second infor- 
mation data sets may be combined to provide a textual 
representation of a scripted conversation, which may be 
utilized by the agent during conversations with one or 
more parties at the communication node. 

Next, the first processing system node operates to 
establish a second communications path between the 
first processing system node and the communications 
node, processing block 107. The second communica- 
tions path is preferably established as a function of at 
least a portion of the first information data set. The first 
and the second communications paths facilitate com- 
munications between the second processing system 
node and the communications node. The second 
processing system node and the communications node 
preferably begin transferring a plurality of communica- 
tion data sets therebetween, processing block 108. 
Preferably, the data transfer is a function of the selec- 
tively combined first and second informatbn data sets. 
One or more of the plurality of communication data sets 
are preferably representative of physical speech occur- 
ring at the second processing system node and/or the 
communications node, and generated by the agent 
and/or the called party, respectively. 

Upon completion of the conversational data transfer 
between the second processing system node and the 
communications node, the second communications 
path is terminated, processing block 109. Preferably, a 
detenmination is made as to whether another communi- 
cations path between the first processing system node 
and another communications node should be estab- 
lished, decisional block 110. If another path is to be es- 
tablished, YES branch of decisional block 110, the proc- 
ess preferably retums to block 107. Alternatively, the 
process ends, NO branch of decisional block 110. 

In one preferred embodiment, a supen/isor, utilizing 


the first processing system node is allowed to intercept 
and monitor communications between the second 
processing system nc : i and the communications node. 
The supervisor may b^^ an individual or another process- 
5 ing system, such processing systems being more fully 
discussed in conjunction with Fig. 2. The supervisor may 
be either closely or remotely located with respect to the 
first processing system node. 

Fig. 2 illustrates an isometric view of a personal 
10 computer 200 which may be programmed to operate as 
a processing system node in accordance with the prin- 
ciples of the present invention. Personal computer 200 
is comprised of a hardware casing 201 (illustrated hav- 
ing a cut-away view), a monitor 204, a keyboard 205 
15 and a mouse 208. The monitor 204, and the keyboard 
205 and mouse 208 may be replaced by, or combined 
with, other suitably arranged output and input devices, 
respectively. Personal computer 200 preferably in- 
cludes conventional telephony device and system tech- 
no nologies (not shown), such as a modem and/or an ISDN 
board, as examples, for transmitting and receiving data 
sets and signals in accordance with the principles of the 
present invention. 

Hardware casing 201 includes both a floppy disk 
25 drive 202 and a hard disk drive 203. Floppy disk drive 
202 is operable to receive, read and write to external 
disks, and hard disk drive 203 is operable to provide fast 
access data storage and retrieval. Although only floppy 
disk drive 202 is illustrated, personal computer 200 may 
30 be equipped with any suitably arranged structure for re- 
ceiving and transmitting data, including, for example, 
video conferencing and collaboration system and de- 
vice technologies, tape and compact disc drives, and 
serial and parallel data ports. Illustrated within the cut 
35 away portion of hardware casing 201 is a processing 
unit 206, coupled with a memory storage device 207, 
which in the illustrated embodiment is a random access 
memory ("RAM"). Although personal computer 200 is 
shown having a single processing unit 206, personal 
40 computer 200 may be equipped with a plurality of 
processing units 206 operable to carry out cooperatively 
the principles of the present invention. Similarly, al- 
though personal computer 200 is shown having the sin- 
gle hard disk drive 203 and mennory storage device 207, 
45 personal computer 200 may be equipped with any suit- 
ably arranged memory storage device, or plurality there- 
of. Further, although personal computer 200 is utilized 
to illustrate a single embodiment of a processing system 
node, any processing system having at least one 
50 processing unit which operates in conjunction with suit- 
ably arranged telephony device and service technolo- 
gies, including, for example, sophisticated calculators 
and hand held, mini, main frame and super computers, 
including RISC and parallel processing architectures, as 
55 well as processing system network combinations of the 
foregoing, may be utilized as a processing system node 
in accordance with the principles of the present inven- 
tion. 
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Fig. 3 illustrates a block diagram of one micro- 
processing system \A^ich may be utilized in conjunction 
with personal computer 200. The illustrative micro- 
processing system includes a single processing unit 205 
coupled via data bus 303 with a single memory storage 
device 207, such as the RAM illustrated in Fig. 2, for 
example. Memory storage device 207 is operable to 
store one or more prpcessing system instructions. 
Processing unit 206 is operable to retrieve, interpret and 
execute the instructions. Illustrative processing unit 206 
includes a control unit 300, an arithmetic logic unit 
("ALU") 301, and a local memory storage device 302, 
such as, for example, stackable cache or a plurality of 
registers. Control unit 300 is operable to fetch process- 
ing system instructions from memory storage device 
207 ALU 301 is operable to perform a plurality of oper- 
ations, including addition and Boolean AND needed to 
carry out instructions. Local memory storage device 302 
is opisrable to provide local high speed storage used for 
storing temporary results and control information. / 

Fig. 4 illustrates a block diagram of a distributed tel- 
ecommunications routing system for enabling a tele- 
phone call to be routed from a telemarketing agent 400 
to a particular called party 417 in accordance with the 
principles of the present invention. The illustrative em- 
bodiment is premised upon an 800 toll free call being 
placed by agent 4O0, preferably utilizing an ISDN-BRI 
line 402, the principles for utilizing such technologies be- 
ing known. The use of the 800 toll free call is illustrative 
only, as the principles of the present invention may be 
implemented in accordance with any intelligent call 
processing technology, including videophone, or any 
other suitably arranged communications technologies, 
such as 900 toll calls, as another example. ISDN-BRI 
line 402 is a single 2/4 wire circuit multiplexed to 2B+D, 
wherein B is a bearer channel preferably carrying 64 Kb- 
ps of voice or digital data, and preferably supporting a 
Q.931 ISDN protocol for x.25 messaging. 

Agent 400 is illustrated utilizing a processing sys- 
tem, such as personal computer 200, at home or anoth- 
er extended, or distributed, location. Personal computer 
200 is preferably connected to ISDN-BRI line 402 via 
conventional telephony device and sen/ice technology. 
Agent 400 launches a digital sen/ices data call over line 
402 by dialing the 800 number associated with a partic- 
ular outbound telecommunications service. The data 
call travels over line 402 to a local exchange carrier 
("LEG") 401. The data call, as is common with other in- 
telligent call processing technologies, has a plurality of 
descriptors associated with it. Descriptors are common 
to both voice and data calls and are used for a plurality 
of purposes, including use by routing methodologies, as 
is more fully described in United States Patent No. 
4,191,860, entitled "Data Base Communication Call 
Processing Method". 

LEG 401 operates to recognize the data call as an 
800 toll free call and in response to such recognition, 
queries an 800 toll free call database system 404 utiliz- 


ing a signal transfer point ("STP") 403. STP 403 more 
particularly is a point of interconnection, preferably a 
SS-7 signaling network connected by quad-D channels. 
Database system 404 preferably operates to identify the 
s data call as belonging to a particular network carrier 

LEG 401 switches the data call to the particular net- 
work carrier identified, preferably utilizing bearer capa- 
bility routing; Bearer capability routing more partjcularty 
uses the bearer field in a Q.931 ISDN protocol setup 

10 message as a routing element and allows calls to the 
same 800 number to be routed to different destinations 
based on descriptors, such as by type and speed of call, 
for example. LEG 401 routes the data call on Feature 
Group-D data trunk 405 as the data call originated as a 

15 digital services call. Feature Group-D data trunk 405 
more particularly is a service and feature level provided 
by LEG 401 on these interconnect trunks, in other 
words, an interconnect trunk that operates to carry only 
data communications traffic. 

20 The data call travels over trunk 405 to an originating 
screening office/action point ("AGP") 406 which prefer- 
ably operates as a switching mechanism. AGP 406 re- 
ceives the data call in the following preferred format, 
namely, ANl code or telephone number billed, the 800 

2S number dialed by agent 400, as well as other descriptors 
particular to the implementation. AGP 406 is preferably 
connected with a network services complex 407. 

Network services complex 407 is preferably opera- 
ble to query callers, presently agent 400. and require 

30 responsive data input. This may be accomplished utiliz- 
ing the touch-tone keypad on the caller's telephone. The 
input data, which may be used by routing mechanisms, 
is preferably utilized to provide login security measures 
to ensure limited access. A conventional technique for 

35 querying, gathering and fonvardtng telephony input data 
is more fully described in United States Patent No. 
4,611 ,094, entitled "Method for Customer Definable Tel- 
ephone Capability". 

Agent 400 preferably responds to one or more of 

40 the prompts by imputing caller entered data, such as, a 
predetermined login code: such as "3210", for example. 
Network services complex 407 f onwards all of the infor- 
matbn gathered during the Information collection proc- 
ess to AGP 406, whrch, in turn, forwards the infomiation 

^ to a carrier database system 408 through a signaling 
transfer point ("STP IXC) 409. The carrier database 
system 408 preferably forwards the 800 number dialed, 
ANl code, and the forwarded telephony input data 
through STP IXC 409 to a subscriber database system 

50 410. Subscriber database system 410 may be internal 
or external to the carrier network, but is preferably lo- 
cated in the illustrated embodiment within an outbound 
telecommunications application 414. A preferred meth- 
od and system for processing a database queried call, 

55 utilizing the call processing capabilities of a carrier da- 
tabase system and a subscriber database system as 
part of a total communications system, as well as the 
routing and processing labels for the carrier database 
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and the subscriber database systems, are more fully de- 
scribed in United States Patent No, 5,311,572. entitled 
"Cooperative Database Call Processing System", 

The subscriber database system 410 is preferably 
linked to the carrier database system 408 through STP 
IXC 409 via conventional telephony device and service 
technology, such as, Frame Relay Service, ATM or pri- 
vate line, as examples. Correct responses to network 
services complex 407 queries effectively destination 
routes agent 400's call back through ACP 406 to PBX 
switch 411 located within an outbound calling applica- 
tion 41 9. ACP 406 and PBX 411 are preferably coupled 
via conventional telephony device and system technol- 
ogies. The outbound calling application 419 preferably 
includes PBX 411, an ANI agent database system 412 
and a script file database system 413. 

A determination is made as to agent 400's authority 
to use the prescribed ANI code utilizing ANI agent da- 
tabase system 412, which is more fully described in 
United States Patent No. 5,003.595, entitled "Secure Di- 
al Access to Computer Systems", 

If agent 400's use of the ANI code is authorized, 
agent 400 is connected to script file database system 
413, which is associated with agent 400's ANI code, 
from which a pre-assigned script Is retrieved. Alterna- 
tively, a p reassigned script type may be chosen with the 
day's information to be filled in from another database 
system or database file. The script may include decision 
questions, text of dialog, and/or data elements required 
to be answered, for example. Script file database sys- 
tem 41 3 downloads the script to agent 400's processing 
system 200 via PBX 411, ACP 406, trunk 405, LEC 401 
and ISDN-BRI line 402. 

The script file database system 413 preferably up- 
dates an internal outbound agent list, or other similar 
recording means, possibly with information agent 400 
has entered, such as the login code, for example, to in- 
dicate the downloading of the script file. If agent 400 has 
not correctly responded to the login requests, in other 
words, carrier database system 408 has failed to find a 
match within its caller entered digits database files, 
agent 400's call is preferably terminated and, hence, a 
script is not downloaded. 

Once the script has been downloaded, agent 400 
begins the outbound calling process. This is preferably 
accomplished by either transferring agent 400 to an out- 
bound control unit or having agent 400 disconnect and 
reacquire access to a separate or distinct part of the out- 
bound system, as examples. The outbound calling proc- 
ess, regardless of how control is transferred, preferably 
utilizes LEC 401 to transfer agent 400 to an appropriate 
network carrier in accordance with the illustrative em- 
bodiment. This portion of the 800 toll-free call may be 
processed as either a voice or data call, causing LEC 
401 to route the call to the proper network carrier via 
ACP 406 on Feature Group-D voice or data trunk 405. 

Network sen/ices complex 407 may again request 
that agent 400 input caller entered data, in other words, 


login. If agent 400 is required and fails to login correctly, 
the call is preferably terminated. If agent 400 is author- 
ized, the call is routed to subscriber database system 
410 via STP IXC 409. 
5 Subscriber database system 41 0 is preferably cou- 
pled with a plurality of databases 415, 416 containing 
catling lists. The calling lists preferably include without 
limitation information pertaining to a called party's name 
and telephone number Other information, for example, 
10 may consist of the called party's address, size of family, 
the occupation of the head of the household, etc. Agent 
400 may access the calling lists through the outbound 
telecommunications application 414. Agent 400's ac- 
cess to particular databases and/or database systems 
IS is preferably predetermined by agent 400's identity 
and/or the agent type to which agent 400 is assigned. 
This may be determined by the ANI code/caller entered 
digits. A telemarketing database identification response 
message preferably identifies the specific calling list 
20 which agent 400 is to access. 

When agent 400 is linked to subscriber database 
system 410, a database query is preferably undertaken 
to determine if a match exists between agent 400 infor- 
mation, such as, for example, the 800 toll-free call di- 
2S aled. the ANI code, agent 400's type and/or agent 400's 
login information, and data resident to subscriber data- 
base system 410. If the database query fails to find a 
match, agent 400 is denied access and the call is pref- 
erably terminated. If a match is determined, agent 400 
30 is authorized to use the outbound calling system. The 
outbound telecommunications application 414 prefera- 
bly generates a telemarketing database identification 
response message which is sent to outbound calling 
system 419. If agent 400 is authorized to use the out- 
3S bound calling system and the particular calling database 
systems 415, 416 has been determined, the telephone 
number of the next party to be called in the specific call- 
ing database systems 41 5, 41 6 is determined using sub- 
scriber database system 41 0. For agent 400 to know the 
40 name, as well as other demographic information to prop- 
erly greet the called party 417, a call set-up message 
("ISUP") is preferably launched to agent 400 from PBX 
411 in outbound call system 419 with information pro- 
vided by subscriber database system 410. ISUP passes 
45 through STP 409, ACP 406, and LEC 401 to agent 400's 
personal computer 200. I n one preferred embodiment, 
agent 400's personal computer 200 operates to perform 
a database matchup of the ANI code associated with 
the number from which the ISUP originated, against a 
so look-up table resident to agent 400's personal computer 
200. Utilization, of a lookup table is used to accept or 
reject the call based upon an ANI match within its data- 
base. This look-up table contains the ANI codes asso- 
ciated with originating ISUP of the outbound telecom- 
ss munications application 414. When the database 
match-up is undertaken, if a match occurs between the 
ANI code from which the ISUP originates and the lookup 
table, a local application resident within personal com- 
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puter 200 rejects the call and a rejection acknowledg- 
ment is sent back to outbound application 414. In turn, 
the ISUP is captured by the local application and popu- 
lates agent 400's personal connputer screen with call 
set-up information. Agent 400 is provided with informa- 5 
tion about the next person to be phoned. The set-up in- 
formation, typically of size 56 Kb to 256 Kb, includes 
information regarding the next call to be launched by 
outbound application 414 through PBX411 , such as, for 
example, name, telephone number, etc. Either agent fo 
400 or the application resident to personal computer 200 
acknowledges receipt of the call setup informatbn. 

If a call other than that associated with outbound 
application 414 is received by personal computer 200, 
the resident application will still perform a lookup of the t5 
call setup information. The resident application will have 
found that the ANI would not have matched any entry in 
the resident database and would accordingly have sent 
an acceptance acknowledgment message, thereby 
sending the call through to agent 400, such as through 20 
a conventional "call-waiting" arrangement, for example. 
The call therefore did not originate from the PBX 41 1 
and was a regular phone call for agent 400. Preferably, 
this sequence would originate on a second bearer chan- 
nel of the ISDN-BRI line 402, wherein the first bearer 25 
channel contains the originating call to the 800-n umber 
in the illustrated outbound application. 

Outbound telecommunications application 414 by 
not responding immediately to the request by network 
services complex 407 for routing instructions pauses the 50 
call processing. Call processing remains paused at net- 
work services complex 407 while ISUP is sent to agent 
400's personal computer 200 by outbound system 41 9. 
When the receipt of the call setup information is ac- 
knowledged at outbound application 414, it supplies 55 
routing information to network sen/ices complex 407 
which launches the call to the next called party 41 7. Th is 
is preferably accomplished utilizing a 4ESS, which more 
particularly is a conventional digital communications 
switch capable of processing hundreds of thousands of 40 
call attempts per hour Agent 400's call is extended 
through 4ESS, preferably causing agent 400 to hear the 
ringing of the call launched. When called party 417 an- 
swers, agent 400 knows the party to ask for from the 
information appearing upon processing system 200's 45 
screen. As the call progresses, the outbound calling ap- 
plication preferably populates agent 400's screen with 
updated scripting as appropriate. When agent 400 has 
completed the call, the outbound calling system is up- 
dated to reflect the current status. Agent 400 hangs up 50 
(or terminates the call), and if the calling list has not been 
exhausted, repeats the outbound calling process. In the 
event the outbound calling list is exhausted, agent 400 
may re-access calling list database systems 415, 416 
as previously described. 

In a still further embodiment, outbound application 
414, or some other monitor processing means, will track 
the calls remaining on agent 400's calling list, and upon 


exhaustion or utilization beyond a particular threshold, 
will re-populate the calling list. 

In one preferred embodiment, agent 400's supervi- 
sor is permitted, while, agent 400 communicates with 
called party 417, to monitor the call. The supervisor, in 
accordance with the illustrated embodiment, dials into 
PBX 411 and, preferably, touch-tones an access code 
and the code associated >yith- agent 400. PBX 400 cre- 
ates a 3-way connection between agent 400, the called 
party and the supervisor, who proceeds to monitor the 
call in progress. 

As previously indicated, although the illustrative 
embodiment utilizes an 800 toll free calling system, any 
suitably arranged intelligent call processing methodolo- 
gy may be utilized in place of or in conjunction with the 
calling system disclosed herein. For example, the* call 
set-up message can be sent as an X,25 packet to agent 
400's screen through an IXC packet network having an 
X.75 gateway to send network call record information 
as an X.25 message passed over a D channel of the 
BR! line or any public or private packet network. In an- 
other altemate embodiment, a standard telecommuni- 
cations line rather than an ISDN-BRI line can be used, 
where caller identification may be used as a mechanism 
to deliver the name of the next caller. 

Although the present invention and its advantages 
have been described in detail, it should be understood 
that various changes, substitutions and alterations can 
be made herein without departing from the scope of the 
invention. 


Claims 

1. A distributed telecommunications system for facili- 
tating telemarketing utilizing remotely located tele- 
marketing agents while maintaining central control 
of a calling list comprising: 

a network sen^ices complex for receiving a call 
originated by an agent operated processing 
system node and generating a query for routing 
instructions responsive to the call; 
a subscriber database system connected in a 
network with the network services complex, the 
subscriber database system storing data sets 
which collectively comprise the calling list, and 
in response to said query for routing instruc- 
tions producing an output of a particular data 
set identifying a next party to be called; 
an outbound calling application system 
processing node connected in the network with 
the subscriber database system and the net- 
work services complex for receiving the partic- 
ular data set from the subscriber database sys- 
tem, for calling the agent operated processing 
system node and transferring the data set. and 
for notifying the network services complex that 
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the data set has been transferred to the agent 
operated processing node; wherein 
the network services complex operates to initi- 
ate connection of the agent operated process- 
ing node with a communications node identified 
by the data set for the next party to be called. 

2. The system of claim 1 wherein the agent operated 
processing system node includes memory means 
for storing a plurality of processing system operat- 
ing node instructions. 

3. The system of claim 1 further comprising a plurality 
of agent operated processing system nodes. 

4. The system of claim 1 wherein the data sets stored 
in the subscriber database system fall Into at least 
two categories, a first information data set Including 
telemarketing script data and a second party iden- 
tifying data set including party identifying informa- 
tion comprising at least one of the party's name, tel- 
ephone number, address, size of family or the like. 

5. The system of claim 1 further Including verification 
means for verifying whether an agent is authorized 
to use the system to receive the particular data set. 

6. The system of claim 1 further including means for 
selecting the particular data set from a plurality of 
information data sets as a function of at least one 
descriptor associated with said agent operated 
processing system node, 

7. The system of claim 1 further comprising a super- 
visor processing system node for allowing a super- 
visor to interrupt and monitor communications be- 
tween the agent and the party. 

8. The system of claim 1 wherein the agent operated 
processing system node further comprises a com- 
puter including a local application resident in the 
computer for rejecting a call and providing a rejec- 
tion acknowledgement to said outbound calling ap- 
plication processing node, and the outbound calling 
application processing node further comprises 
means to detect the rejection acknowledgement 
and operates to transfer the data set and to notify 
the network services complex that the data set has 
been transferred based upon detection of the rejec- 
tion acknowledgement. 

9. The system of claim 1 wherein the outbound calling 
application system processing node further com- 
prises means for storing telemarketing script data. 

10. The system of claim 9 wherein the outbound calling 
application system processing node further com- 
prises means for matching an appropriate telemar- 


keting script to the agent processing system node 
and the next party to be called. 

11. A method for facilitating telemarketing utilizing re- 
s motety located telemarketing agents while main- 
taining central control of a calling list comprising the 
steps of: 

receiving a call from an agent operated 
10 processing system node by a network sen/ices 

complex; 

generating at the network services complex a 
query for routing instructions responsive to the 
call; 

15 connecting the query to a subscriber database 

system which stores data sets which collective- 
ly comprise the calling list; 
producing an output of a particular data set 
identifying the next party to be called from the 
20 calling list in response to the query; 

receiving the particular data set in a communi- 
cations system processing node; 
calling the agent operated processing system 
node; 

25 transferring the data set to the agent operated 

processing system node; 
notifying the network services complex that the 
data set has been transferred to the agent op- 
erated processing node; and 
30 Initiating the connection of the agent operated 

processing node with a communications node 
identified by the data set for the next parly to 
be called. 

35 12. The method of claim 1 1 further comprising the step 
of making a marketing pitch to the next party utiliz- 
ing information from the data set for said party. 

13. The method of claim 11 further comprising the step 
40 of transferring a telemarketing script to the agent 

operated processing system node. 

14. The method of claim 11 further comprising the step 
of verifying that the agent is an authorized system 

45 user. 

15. The method of claim 11 further comprising the step 
of providing a rejection acknowledgment subse- 
quent to said step of calling the agent operated 

50 processing system node. 

16. The method of claim 11 further comprising the step 
of detecting the rejection acknowledgment prior to 
said step of notifying the network service complex. 

55 

17. The method of claim 11 further comprising the step 
of temnination. the connection between the agent 
and the party upon completing of the call. 
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18. The method of claim 11 further comprising the step 
of monitoring communications between the agent 
and the party. 

1 9. The method of claim 1 1 wherein the step of produc- 
ing an output of a particular data set is performed 
at an outbound catling application processing node 
and the method further compriseis the step of utiliz- 
ing the outbound calling application node to monitor^ 
communications between the agent operated 
processing system node and the communications 
system processing node. 

20. The method of claim 1 1 wherein the call is a toll free 
call. 

21. The method of claim 11 wherein the call is an 800 
toll free call. 

22. Themethodof claim 11 further comprising the step 
of identifying the call as belonging to a particular 
network carrier. 

23. The method of claim 11 further comprising the step 
of routing the call based upon the results of said 
step of identifying the call, 

24. The method of claim 11 further comprising the step 
of querying the originator of the call and requiring 
responsive data to be input before authorizing fur- 
ther call processing. 

25. The method of claim 11 further comprising the step 
of inputting a caller identifying login code. 

26. A method for facilitating telemarketing comprising 
the steps of: 

receiving a call to a toll free number from an 
agent operated processing system node; 
connecting the call placed to a network services 
complex; 

querying a subscriber database for routing in- 
structions; 

transferring a data set including a phone 
number from the subscriber database to an out- 
bound communications application processing 
node; 

initiating a call to the agent operated process- 
ing system node from the automated commu- 
nications application. processing node; 
transferring the data set from the outbound 
communications application processing node 
to the agent operated processing system node; 
rejecting the call from the outbound communi- 
cations application processing node but captur- 
ing the data set at the agent operated process- 
ing system node; 


receiving the rejection message at the out- 
bound communications application processing 
system node and notifying the subscriber data- 
base; 

5 communicating from the subscriber database 

to the network service complex that a call 
should be routed to the phone number included 
in the data set; and 

initiating the connection of the agent operated 
'io processing system to a communications node 

associated with the phone number. 

27. The method of claim 26 further comprising the step 
of transferring a script data set from the outbound 

75 communications application node to the agent op- 
erated processing system node. 

28. The method of claim 26 further comprising the step 
of utilizing other information from the data set to 

^0 make a sales pitch to a called party at the commu- 
nications node. 
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